Comparison of Complaints by Coverage and Reason 2001-2002

Coverage

Auto (2001)
Auto (2002)

Homeowners (2001)
Homeowners (2002)

Individual Life (2001)
Individual Life (2002)

Individual Annuity (2001)
Individual Annuity (2002)

Individual A&H (2001)
Individual A&H (2002)

Group A&H (2001)
Group A&H (2002)

Group Credit A&H (2001)
Group Credit A&H (2002)

HMOs (2001)
HMOs (2002)

All Other Coverages (2001)
All Other Coverages (2002)

Totals for 2002:

Underwriting

665
713

389
678

109
95

3
4

294
275

202
161

24
19

153
215

2,160

Marketing
and Sales

68
56

20
6

86
73

22
27

26
28

- O

N O

28
21

220

Claim
Handling

2,987
2,974

806
719

309
187

31
-

840
847

3,550
3,259

58
43

1,393
1,262

351
314

9,612

Policyholder
Service

168
142

42
59

446
458

86
89

180
193

208
243

14
13
16

114
117

1,326

Total

3,888
3,885

1,257
1,462

950
813

142
127

1,340
1,343

3,971
3,669

75
53

1,430
1,299

646
667

13,318

% Change

-1%

+16%

-14%

-11%

+1%

-8%

-29%

-9%

+3%



